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National Aeronautics and Space Administration

Since the Enterprise License
Management Team (ELMT) was
established at the NSSC in 2008,
its efforts have resulted in NASA
realizing $29.2M to-date in
cumulative cost avoidance/savings
for software licensing and support.
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Check out the ELMT web page:

- A,

The current ELMT portfolio
includes 30 software agreements,
with new software agreements
opportunities for the Agency
continuously considered for
addition.



http://www.nssc.nasa.gov/metrics
https://www.nssc.nasa.gov/elmt
https://www.nssc.nasa.gov/elmt

Financial Management *

* Accounts Payable

+ Accounts Receivable

«  Payroll

+ Domestic Travel

+ Foreign Travel

+ Extended TDY — Domestic & Foreign

* PCS (Enroute, Miscellaneous, Fixed Temporary Quarters, House Hunting Trip)

* PCS (Actual Temporary Quarters, Real Estate, Constructive Vouchers and All
Other Vouchers)

* PCS (Relocation Income Tax Allowance (RITA) and Income Tax Reimbursement
Allowance (ITRA)

* Relocation Assistance - Allegiance

« Domestic Travel Survey — Quarterly

Human Resources **

* NASA Awards and Recognition Processing*

* Registration/Reimbursement for Off-Site Training*

« SES Appointments / CDP Mentor Appraisals

* HR & Training Web Site Development and Maintenance

* Retirement Estimates: 10-day, 20-day, 45 day

* Retirement Requests: 10-day

* Misc. Processing — New Hires, Adv Sick Leave, Gov't Deposits & Redeposit,
Financial Disclosure

« Personnel Action Processing

+ eOPF

» Financial Disclosure Processing

* On-Line Training Course Development

+ Benefits Retirement Counseling Survey — Quarterly

Procurement **

* Registration/Reimbursement for Internal Training

+ Grants & Cooperative Agreements*

+ Grants & Cooperative Agreements — Supplements
*+ SBIR/STTR Phase 1 & 2

» Unilateral SBIR/STTR Funding Modifications

April 2014

Customer Contact Center ***
Call Response Rate

Call Abandonment Rate
Initial Call Resolution
Customer Inquiries
Customer Contact Center Survey — Monthly
NSSC Web Visits

ESD Metrics

Abandon Call Rate
Average Speed of Answer
Customer Satisfaction with Tier 1

Quality Measurements

Accounts Payable

Payroll Processing

PCS Relocation

Personnel Action Processing
Training Purchases
Customer Contact Center
Awards

Data Source Key:

*

*%

*k%k

NBID (NSSC Business Intelligence Datamart)

Remedy

IPCC, Centergy Manager and Remedy

*rrk - |nguisite
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ecard — April Overall

Activity April ESD Activity by Month:
Accounts Payable - On Time Payments @
Accounts Payable - Int. < $200/MM PP Average Speed to Answer : 80% answered in 60 sec
Accounts Receivable - 98% Error free @ Abandon Rate : Less than / equal to 7%
Payroll < ’
Domestic Travel < First Call Resolution: SLA > 95%
Foreign Travel <)

Customer Satisfaction Tier 1: >90%
PCS (6) Travel <)
Fes @) Trevel @ ESD Application Availablity: >99.95%
PCS (30) Travel No Activit

Relocation Assistance
NASA Awards & Recognition Processing

Off-Site Training

Internal Training <25K
Internal Training >25K

SES Appointments

SES CDP Mentor Appraisals No

@) | Metor Exceeded SLA

Retirement Estimate - 10 day

Legend: ) | 0-5% of stated target SLA

Retirement Estimate - 20 day

Retirement Estimate - 45 day

@ | >5% of stated target SLA

Retirement Estimate - 60 day

Retirement Processing - 10 day
eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing v >= 98%
Grants
AP Legend: )| <98% & >=97%
Grants Supplements -
SBIR / STTR - Phase 1 H <97%

SBIR / STTR - Phase 2
Initial Call Resolution
Call Response Rate
Call Abandonment Rate

Average Speed of Answer
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Activity by Center

Accounts Payable - On Time Payments
Accounts Payable - Int. < $200/MM
Accounts Receivable - 98%06 Error free
Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance

NASA Awards & Recognition Processing
Off-Site Training

Internal Training <25K
Internal Training =25K

SES Appointments

SES CDP Mentor Appraisals
Retirement Estimate - 10 day
Retirement Estimate - 20 day
Retirement Estimate - 45 day
Retirement Estimate - 60 day
Retirement Processing - 10 day
eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing
Grants

Grants - Supplemental
SBIR/ STTR - Phase 1
SBIR/ STTR - Phase 2

Initial Call Resolution

Call Response Rate

Call Abandonment Rate

Average Speed of Answer

Website Availability

April 2014

Jsc

corecard by Center — April

HQ
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orecard — By Month

0
a
0
0

Activity by Month
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Accounts Payable - On Time Payments

Accounts Payable - Int. < $200/MM

Accounts Receivable - 98%6 Error free

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCsS (15) Travel

PCS (30) Travel

Relocation Assistance

NASA Awards & Recognition Processing

Off-Site Training

Internal Training <25K

Internal Training =>25K

SES Appointments

6e0e0E0EE00600606H

6/6/6(6/6|6(0|6 (66060 /0|¢
66/6(6 /6|6 6/6|6|6|6 (6|6
66/6(6 /6|6 (6/6|6|e|e(o|e]e

SES CDP Mentor Appraisals

6e6eo: eeeeo0EcEEe:: eece00EEEE 0000
beeeesseeeeecpeces coecoee0OC0000
beeeesc oeepeepeeps 0000000000000«

NA NA NA NA
Retirement Estimate - 10 day @ @ @ @
Retirement Estimate - 20 day @ G) @ @
Retirement Estimate - 45 day Y @ Gﬁ Gﬁ
Retirement Estimate - 60 day O G) @ @
Retirement Processing - 10 day e} eﬁ eﬁ @
eOPF - 15 Day <) < < <
eOPF - 25 Day <) (<) e <
Personnel Action Processing @ @ @ @
Grants (Y=3) < e B e
Grants - Supplemental @ @ e’ e’
SBIR / STTR - Phase 1 NA NA NA <«
SBIR / STTR - Phase 2 NA NA NA G
Initial Call Resolution @ eﬁ @ @
Call Response Rate ({3 (e <) (eh)
Call Abandonment Rate @ @ @ @
Average Speed of Answer (Y=3} [Y=P] <) el
Website Availability (e ¥ < < <
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SD Scorecard — By Month

ESD Activity by Month: Oct Nov Dec Jan Feb Mar Apr May Jun Jly Aug Sep
Average Speed to Answer: 80% answered in 60 sec R J) G R G G G
Abandon Rate: Should not exceed 7% @ Gﬁ @ W Gﬁ 9 W
First Call Resolution: SLA > 95% G G G G @ | @ G
Customer Satisfaction: >90% @ @ @ @ @ @ @
ESD Application Availablity: >99.95% (¢} G G (V) G G G

April 2014
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FInancila

VIC

Accounts Payable

—

AP - ON TIME PAYMENTS - COUNT - FY 14

Sernvice Lewel Indicator: Process and Pay 98% of inwices on time.

April 2014
Count of Paym ents

100%
80%
60%
40%
20%

0%

SLI
98%

CUMULATIVEPERFORMANCE - FY 14
Performance by Center AgainstSLI

208 476 23 280 154 185 198 23 57 g

100%

80%

60%

40%

20%

0%

Standard
98%

82.23% 88.22% 95.73% 96.13%

97.60%

97.78% 98.84%

Cumulative YTD 3,022 8,804 13,562 17,846 21,924 26,157 30,193
PERCENTAGE ON-TIME - FY 14 MONTHLY UTILIZATION- FY 14
SLI
100% 98%
__# 98.84% 6,000
9%;97.78%
0, . (]
oo, | 95.73% 5,000
4,000
920%
3,000
88.22%
85% 2,000
X4 82.23% 1,000
80% o
A SO & A & A
& EEFEFEE T v FL
Assessment:
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Accounts Payable

AP - Interest Penalties - USD

Service Level Indicator:

Metric measures interest penalties paid in accordance with Prompt Payment Act. Amounts include all payment types subject to

the Act. Metric is calculated as "dollars of interest per $1 million in total payments.” The metric goal is <= $200 per million.
April 2014 AVERAGE CUMULATIVE PERFORMANCE - FY 14
AP Interest Penalties/ $ million AP Interest Penalties/ $ million
/
40
100
$78
$75
30 7
$23 75
20
$16 50 $41
$11 $12 $10 $33 $30 $30
10 $6
$2 22 25 $15  $14 $17  ¢15
$1
o —— — - $1
o]
< (@) (@) /@) o @) O @) <) < O
2T K& K T ® ) T KT P P o o 9 3 o o 9 < 9 19 o
AR~ ¢S ¥ & S g—?gee@oé@S%@Vg@éé%%%@
AP Interest Penalties/ $ million / Quarter AVERAGE MONTHLY INTEREST PENALTIES / $ MILLION
s100
50 7
$40
$80 8
$60
$40 7
$20
$0 - - 38 AT AT AT AT A
A QA RN -
£ S Q@O S L @?‘3’ ??Q‘ & N &
Assessment:
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Accounts Receivable

eivables

eivable - Collections on R

Accounts R

Number of collections on receivables per reporting period.

April 2014 COLLECTIONS ON RECEIVABLES - CUMULATIVE - FY 14
Collections on Receivables - Performance by Center Performance by Center
/
2,000
/ ’
240 208
1,500
160
1,000
80
500
(0]
(6]
S
«
NG
mCollections on Receivables B Collections on Receivables
O O D A\ B AR APR A A
a e D 733 1,758 2,744 3,680 4,738 5,853 6,895
AR - Collections on Receivables/ Quarter MONTHLY UTILIZATION - FY 14
4,000 1,200 ¢~
3,200 1,000 :
2,400 800 S > o S
1,600 600
800 400
(0} 200
{k’ o —ar & @ - -
S
o A < - A o
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N7 A F L K ¥ <& N\ LS\ o © b ST
Assessment:
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~FIhancilal Manage

: Accounts Receivable

Accounts Receivable - New R vables

Number of bills generated per reporting period. SLI: 98% of bills will be created without error attributed to the NSSC.

April 2014 NEW RECEIVABLES - CUMULATIVE - FY 14
New Receivables - Performance by Center Performance by Center
4,500
600
2,906
450 3,000
300 1,455 1,433
1,500
150
0 (o]
) < < < (&) (g O (<) <O < < < <
3 < i oo < SR\ =2 = N3 33 =] =)
&0 > ?‘Q & 06 AN > & NS @fo e@ =3 o
Ao Ao
mBills Generated EBills Generated

JUN

Cumulative YTD 1,824 4,057 6,310 8,506 10,684 12,938 15,169
98% Error Free 99.0% 99.6% 99.2% 99.4% 99.7% 99.5% 99.6%

# of Errors 19/1824 8/2233 19/2253 13/2196 7/2178 12/2254 10/2231
AR - New Receivables/ Quarter MONTHLY UTILIZATION - FY 14
8,000 3,000 -~
6.000 2500 ¥~
2,000 S s &
4,000 <
1,500 =
2,000
1,000
0 500
:{V o _— e e e e
S < XY < A KY
RS e, F & IS N \a qu- R N SH &8
Assessment:
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Accounts Receivable

Accounts Receivable - IPAC Transactions - FY 14

Number of IPAC Transactions processed per reporting period.

April 2014
IPAC TRANSACTIONS - Performance by Center

IPAC TRANSACTIONS - CUMULATIVE-FY 14
Performance by Center

1,500

200
150 1,000
100
500
50
o — o (&
) < < < <O O O O < < O (<]
N & oD QD O O O L L O O O O SR 2 2= R S N L P > = R
&o°v9'v<,<‘z'o‘2‘0%“ Q‘\;@sq’i?vg‘éé‘ee?’q?’ oS v & o & s Y ¥ S $EE
v
m|IPAC Transactions | B IPAC Transactions
O O D A B AR APR A A
a e D 961 1,804 2,542 3,398 4,226 5,068 5,890
AR - IPAC Transactions/Quarter MONTHLY UTILIZATION- EY 14
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3,600
1,200
2,700
1,800 800
900
400
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Assessment:
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nancial ivianagemen

Payroll

Payroll - FY 14

Service Level Indicator:

Process 99.9% of payroll/time & attendance (including pay & leave adjustments) accurately and on-time to the DOI.

100%

80%

60% 7

40% [~

20% g

0%

April 2014

Payroll - Performance by Center Against SLI

SLI

——— =R )

100%

80%

60%

40%

20%

0%

<
<& <& S <& S 2 S <& 2 < < < < (e < < < < (<] (<]
v & F ¥ S S & s & & & = N N SN @ I
[ BON Time | [ mOnN Time ONot On Time |

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI SLI

99.9%

Standard

99.9% 100.00% | 100.00%| 100.00%| 100.00%| 100.00% | 100.00% | 100.00%
Cumulative YTD 22 44 77 99 121 143 165
QUARTERLY UTILIZATION - FY 14 MONTHLY UTILIZATION - FY 14
100 35 7
28 ¥~
21
14
7
o AT A rF a4 -
< XN < > = A > A &
FE F Y EE LTy &L
Assessment:
April 2014
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Domestic Travel

FInancila

VICa

DOMESTIC TRAVEL - FY 14

Service Level Indicator: Validate & process 85% of domestic travel expenses reports within 4 business days of receipt of a complete expense report
(including adequate funding).

April 2014 CUMULATIVE PERFORMANCE - FY 14
Domestic Travel - Performance by Center Against SLI Performance by Center Against SLI
1 7 1 54 38 123 183 161 147 73 118 114 2 13
SLI 100% T SLI
100% ¢ 85% © 85%
80% 80% [
60% o) <t o [oo) <t o) 60% g o o foo) o
40% ] 40% S
20% [~ 20% }°
0% } 0% -
< < < (<) O < < < < < <O
< o 33 > & = <L 33 = =) QS’ QS" < Qc’ Sq <L L QS’ Qc’ P
v & o P > ¥ & & 3 & K & RI¢ € K& s
| B< = 4 Days 0> 4 Days B< =4 Days O> 4 Days
Standard
85% 50.51% 99.37% 99.66% 99.85% 99.92% 99.65% 99.80%
Cumulative YTD 1,946 5,105 9,471 11,434 15,034 18,710 23,226
Average Processing Time MONTHLY UTILIZATION DOMESTIC TRAVEL- FY 14
Domestic Travel - FY 14
6,000
8 5,000
\7.1
6 4,000
\ 3,000
4
2,000
> 1,000
2.3
2.2 2.3
1.9 1.8 1.8 0
o < R
S S S LY S S S ks =
o < < S < A \a ~ S 3 Aol ) | B Domestic Travel - Net OExtended TDY - Domestic
Assessment:
April 2014
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FOREIGN TRAVEL - FY 14

Service Level Indicator:

 FIhancila

(including adequate funding).

Foreign Travel

Validate & process 85% of foreign travel expense reports within 5 business days of receipt of a complete expense report

100%

80%

60%

40%

April 2014
Foreign Travel - Performance by Center AgainstSL|

SLI
85%

100%

80%

60%0

40%

20%

0%

CUMULATIVEPERFORMANCE - FY 14
Performance by Center Against SL |
3 32 7 22 1 7

SLI
85%

Standard

48.04% | 97.87% | 96.86% | 99.25% | 97.60% | 99.529 | 99.30%
Cumulative YTD 102 337 592 726 893 1,102 1,387
Average Processing Time MONTHLY UTILIZATION- FY 14
Foreign Travel - FY 14 360
10.00
8.1 270
7.50 A
180
5.00
5 3.6 3.1 30 3.0 20
2.50 v/
2.4
o
.00 S S ST LS &S S S
O <~ S > < A v A0 S L S
S S TS S S
O <~ < > < A Aol A S Ao = B Foreign Travel - Net O Extended TDY - Foreign
Assessment:
April 2014 Page 15




Service Level Indicator: Extended TDY - Validate & process 85% of ETDY expense reports within 5 business days of receipt of a complete expense

report (including adequate funding).

SLI
85%

April 2014
Extended TDY - Domestic Utilization by Center Against SLI
3
100%
80% [~
60% [~
0 4 4
40% |~
20%
0%
< < < < O (<] < < < (<] <o
< < L < > = < < < =3 )
- ?(5 [ o > + NG \§6 e% S
m<=5Days 0O>5 Days

Standard: 85%
Cunmulative YTD
Domestic

100‘%1_
80%
60%
40%

20%

April 2014

Extended TDY - Foreign Utilization by Center Against SLI

0%

SLI
85%

Foreign 12 23

Extended TDY - Domestic and Foreign by Center
Cumulative FY14 by Center

400

300

200

160

Extended TDY - Domestic and Foreign
Cumulative FY14 Monthly Utilization

120

80
100 40
(e] o
(&) < < < o < < < < <) < A N < > > < A > A & 2
T K& RV P E S P F L F ¥ K §F Yy o
\'al (<3 N <= <>
mDomestic OForeign | ®mDomestic OForeign
Assessment:




COS TRAVEL - Enroute, Miscellaneous Expense Allowance , Fixed Temporary Quarters, House Hunting Trip

Service Level Indicator:
funding).

Validate and process 85% of COS travel vouchers within 6 business days of receipt of a complete voucher (including adequate

April 2014
COS Travel 6-DAY - Performance by Center Against SLI

100%

SLI
85%

80% [~

60%

40%

20%

0%

| m< =6 Days 0> 6 Days |

100%

80%

60%

40%

20%

0%

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

Standard

66.67%| 100.00%| 100.00%| 100.00%| 100.00%| 100.00%| 100.00%
Cumulative YTD 3 31 40 86 97 106 121
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
6.00
5.2 50
5.00 ’\
4.2 e
40
36 AN
4.00 \ / \38
3.0 : 30
3.00 \ / =3 5
2.00 20 ¢~
1.00 i 10 ¢~ -
0.00 o _— S > S o
A [N - O I SN RS 4« Q A
F L FFEFE E T Y Y & F ST STy L
Assessment:
April 2014 Page 17




COS TRAVEL - Actual Temporary Quarters, Real Estate, Constructive, & all Other COS Vouchers - FY 14

Service Level Indicator:
funding).

Validate and process 85% of COS travel wvouchers within 15 business days of receipt of a complete voucher (including adequate

April 2014
COS Travel - 15 Day - Performance by Center AgainstSLI

SLI

100% ¢~

85%

80%
60%
40%

20%

0% ke

O 2O O O SO O O O OO O
EE S FF PSS S
[ m<=15Days ©>15Days |

100%

80%

60%

40%

20%

0%

CUMULATIVEPERFORMANCE - FY 14
Performance by Center AgainstSLI

[ m<=15Days 0O>15Days |

1 1 1 3 SLI
- 85%
6 6 4 6
1 = o -
< & < ) o S & & & & <
& & L NS 2 s’ o8 < ) =)
& K & b3 ¥ F & S &S

Standard

85%0 0.00% 86.36% 0.00% 100.00% 100.00% 100.00% 100.00%
Cumulative YTD 3 25 25 32 45 48 59
AVERAGE PROCESSING TIME- FY 14 MONTHLY UTILIZATION- FY 14
20.00
\18.3 32
15.00
24
\ 11.5
10.0
10.00 16
i 6.8
5.00 i 6.6 8
o0 A T T A T
0-00 © A XN < > o 2 > - (<)
A o 2 A o <
F K ¥ L N\a & & N & L F F F ¥ §F Yy §F
Assessment:
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" COS:

—
COS TRAVEL - RITA and ITRA - FY 14

Service Level Indicator:
adequate funding).

RITA and ITRA

Validate and process 85% of RITA and ITRA travel vouchers within 30 business days of receipt of a complete voucher (including

April 2014
COS Travel - 30 Day - Performance by Center Against SLI

SLI

100%

85%

O> 30 Days |

80% |~
60% |
40% P
20% p°
0% -~
vg_o \{SQSI c’q_o y R Sy 43"0 \:Zg_o & <& e%‘.oc, r:_,c;

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI
SLI
100% 1 85%
80% [~
60%
40%
20% [~
0% — — -
< < < < (eg < (<} < < < <
K g KT e @& R & 2 2
- v{( <) o b + N ®6 e% =3
| B< =30 Days 0O=> 30 Days |

Standard
85% 100.00%| 100.00%| 100.00%| 100.00%| 100.00%]| 100.00%
Cumulative YTD 4 33 42 43 44 44 44
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
15 32
24
10 9.5
16
4.5 8
5
1 1
O —— ——
A 53 < > > - - A > A S
o &L S & Na & <& = R\ N > \?9 %“’Q
A Y > Y (<) Q
< S
© < »© > ‘9) 24 mPCS30day O Extended TDY - PCS 30 day
Assessment:
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Relocation Services Contract

COS - RELOCATION SERVICES CONTRACT -FY 14

Service Level Indicator:

and accurate Relocation Web Form from the Center.

April 2014

COS Relocation Assistance - Performance by Center Against SLI

100%

80%

60%

40%

20%

0%

90% of approved COS Trawvel Authorizations will be delivered to the traveler within 25 business days from the receipt of a complete

St

andard

100% [“d

80%

60%

40% [

20% |~

0% &=

CUMULATIVEPERFORMANCE - FY 14
Performance by Center AgainstSLI

SLI
90%

90% 100.00% | 100.00% 100.00%| 100.00%| 100.00% | 100.00%| 100.00%
Cumulative YTD 1 10 29 42 57 70 90
AVERAGE PROCESSING TIME- FY 14 MONTHLY UTILIZATION- FY 14
30
25 2
272
. S 23
20 " 22
\/ 19
15 1Z
10
5
(0] N N S A A S S
A < > Q- - S < o
F S F ¥y §F &S > & & S & 5_,‘3
Assessment:
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NASA AWARDS AND RECOGNITION PROCESSING- FY

Service Level Indicator:
the customer.

98% Awards / recognition items/supplies delivered to Center Awards POC/recipient accurately and on-time as negotiated with
In no case will awards/recognition items/supplies be delivered on or after schedule dates for awards ceremonies.

April 2014
HR Awards - Performance by Center Against SLI

100%
90%
80%
70%

60%

50%

[ mMet CONot Met |

SLI
98%

100%
90%
80%
70%
60%
50%
40%
30%
20%

SLI
98%

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI
314 88 165 1 5 1
< < < < (g (<] <o < < (<] <O
< o 3 > g = Nl < = 2
v & S P D3 ¥ & &
[ m Met ONot Met |

Standard

20.06%| 100.00%| 100.00% | 100.00%

100.00%

100.00% 100.00%
Cumulative YTD 718 3,793 4,166 5,095 5,586 6,811 11,199
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
12.00
\10.74 5.000
9.00 o
\ 4,000 &3
6.00 3,000 -
3.00 \ 2,000
) 170 1.80
1.25 ,1.42 43 1.0
ols3 o 1.60 1.70 1,000
0.00 = et 093 079 . . = o
~ N < > 2> < - R > - (3 5 S
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Assessment:
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REGISTRATION/REIMBURSEMENT FOR OFF-SITE TRAINING

Service Level Indicator:

90% of purchasing, registration, and confirmation activities for those external (off-site) training purchases shall be completed

accurately within 5 business days of receipt of a complete, approved training request.
April 2014 CUMULATIVEPERFORMANCE - FY 14
Off-Site Training - Perfromance by Center Against SLI Performance by Center AgainstSLI SLI
SLI

90% 90%

100% 100%

80% 80%

60% 60%

40% 40%

20%0 20%

0%

0%

Standard
100.00%| 100.00%| 100.00%| 100.00%| 100.0096| 100.00%| 100.00%
Cumulative YTD 115 468 766 1,170 1,533 1,024 2,400
AVERAGE PROCESSING TIME- FY 14 MONTHLY UTILIZATION- FY 14
4.00
500
400
3.00
300
2.00 200
100
1.00 T T L T
Na 2 (<] ] o “
N NG N <
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Assessment:

April 2014
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REGISTRATION/REIMBURSEMENT FOR OFF-SITE TRAINING

Number of individual training registrations and external fees and penalties resulting in purchase and then center cancellation.

April 2014
Cancellations by Center

Cumulative YTD

Cumulative YTD

$30,192

CUMULATIVE PERFORMANCE - FY 14
Cancellations by Center

32

$34,512

B Fees / Penalties

April 2014
Fees / Penalties by Center
3,000
$2,070 $2,100
2,000 P
1,000
$150
o
(] < < < O < < < < < <
< < Q= < ] > = < 3 < = =]
> vg (< P Qs} > = N ®6 @6 3

10,000

7,500

5,000

2,500

CUMULATIVE PERFORMANCE - FY 14
Fees / Penalties by Center

$7,333

<
P R
(<3

mFees / Penalties

Assessment: Dollar amounts are presented in the month they are received and not necessarily within the month the original cancellation was counted.

April 2014

Page 23




urfar

S & SES CDP Appointments

SES & SES CDP APPOINTMENTS FY14

Service Level Indicator:

SES: Of the complete SES selection packages submitted for ECQs, 98%b will be completed and sent to OHCM within the

established OPM deadline. The NSSC will maintain a 98% OPM approval rate. SES CDP: 90% of finalized documents for the SES CDP will be forwarded
to the Center (for Mentor signature) within 30 business days after receipt of a completed package.

April 2014 SES Appointments
Performance by Center Against SLI

SLI
98%
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20%

0%

100%

80%
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20%

0%

April 2014 SES CDP Appointments
Performance by Center Against SLI sLI

90%

< < O R4 < < < <
= < <
+ P s"‘o

m < = 30 Days

0> 30 Days

Standard
SES - 98%0

Cumulative YTD

Standard

SES CDP - 90%

Cumulative YTD

oo /‘\ 27
s 26 _*

16 \

<

MONTHLY UTILIZATION - FY 14

< O NZ \a < \si 3 \ad N NG Ny <
o ~ < > < A s A S > v S < < > 2> < = = e > (<]
< K ¥ & ¢ K& s > &L
—— SES === SES CDP B SES BSES CDP
Assessment:
April 2014
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HR & Training Web Site Development and Maintenance

Service Level Indicator:

hours, Expedite = 98% within 8 business hours, Routine = 95% within 5 business days.

98% of all Web content changes will be accomplished within the following response standards: Urgent = 98% within 4 business

April 2014- HR Training Web-Site Dev & Maint by Center
Performance by Center Against SLI

SLI
98%

100% [~

80% [~

60% [~

40%

20%

0%

<
vg- c,é

< <
€ S
& S

<O <
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<O (¢
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5

mUrgent <= 4 Hours
= Expedite <= 8 Hours
B Routine <= 5 Days

m >4 Hours
= > 8 Hours
= >5 Days

100%

80%

60%

40%

20%

0%

CUMULATIVE PERFORMANCE

-FY 14

Performance by Center Against SLI

SLI
98%

mUrgent <= 4 Hours
@m> 8 Hours

O> 4 Hours
B Routine <= 5 Days

O Expedite <=
0> 5 Days

8 Hours

Standard

98% 100.00%

100.00%

100.00%

100.00%

100.00%

100.00%| 100.00%

Cumulative YTD 4 4 10 14 19 23 27
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
4.00
10
3.2
3.00 4 8
6 ¥~
2.00
1.34 a 6
100 0.92 1 , ‘ p
. \/v v 4
0.82 2
0.00 ¥ o A A A A A A
< O O > - A NS A © < < KN o < ~ o
F L F ¥ EFE KT Yy @ S & F F & FFF S
Assessment:
April 2014
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HR BENEFITS PROCESSING - Retirement Estimates - FY 14
Service Level Indicator:

90% of retirement estimate requests are completed per requirement.

April 2014
Performance by Center Against 10 Day SLI

100%

80%

60%

40%

20%

0%

43 I7 I37 I37 I14 I
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I14 Ilﬁ IZG

SLI
90%

100%

80%

60%

40%

20%

0%

April 2014
Performance by Center Against 20 Day SLI

SLI
90%

[ m<=20 Days O>20 Days |

Standard
90% 45.45% 100.00% 100.00% 78.57% 99.15% 100.00% 100.00%
< 1 year (10 days) 55 115 86 42 118 78 211
1 to 5 yrs (20 days) 17 19 31 8 31 33 131
5 to 10 years (45 days 8 9 4 6 3 6 6
>10 yrs (60 days) 2 6 1 [¢] 1 2 4
Monthly Total 82 149 122 56 153 119 352 [0} [0] 0] [0} 0]
Add'l Est. < 10 days
Add'l Est. < 60 days 10 33 21 14 23 23 41
Add'l Est. > 60 days 14 2 1
April 2014 MONTHLY UTILIZATION - FY 14
Performance by Center Against 45 Day SLI SLI
90%
100% == 400
80% 7 300
60% |~
. 3 1 1
0% 200
20% P 100
0% k= -
< < < (&) (2 (@) <O < () < <)
TS ST eSS P o
[ m<=45Days 0O>45Days |
Assessment:
April 2014
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HR BENEFITS PROCESSING - Retirement Estimates - FY 14

90% of retirement estimate requests are completed in 10 business days for request with retirement dates within the same year.

Service Level Indicator:

For

request with retirement dates over 1 year to 5 years, 20 business days. Requests 5 years to 10 years, 45 business days and for requests greater than 10

years and out; 60 days.

CUMULATIVE PERFORMANCE

- FY 14

Performance by Center Against 10 Day SLI
22 1

1

a

3

10020

80%

60%

40%

20%

0%

m< = 10 Days

0> 10 Days

100%

80%

60%

40%

20%

0%

1

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against 20 Day SLI

1 2 1

9 2 1 1

m< = 20 Days

> 20 Days

< 1 year (10 days) 55 115 118 78 211
1 to 5 yrs (20 days) 17 19 31 33 131
5 to 10 years (45 days) 8 9 3 6 6
>10 yrs (60 days) 2 6 1 2 4
e D 82 231 353 409 562 681 1033
Add'| Est. < 10 days
Add'l Est. < 60 days 10 33 21 14 23 23 41
Add'l Est. > 60 days 14 2 1
a e D 24 59 80 95 118 141 182
CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against 45 Day SLI BENEFITS PROCESSING by QUARTER
1 1 2 1 SLI
100%

80%

60%

40%

20%

0%

m< = 45 Days

O> 45 Days

Assessment:

April 2014
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HR BENEFITS PROCESSING - Retirement Packages - FY 14

Service Level Indicator:

95% of completed retirement packages will be submitted to Department of Interior within 10 business days.

April 2014

Performance by Center Against SLI

SLI
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| m< =10 Days

0> 10 Days |

95%

100%
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CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI
2 7 1 9 1 6 2 3

| m< = 10 Days 0> 10 Days |

SLI
95%

Standard
95% 15.79%| 100.00%| 100.00%]| 100.00%]| 100.00%| 100.00%/| 100.00%
Cumulative YTD 38 52 79 266 317 351 385
Government Deposits 17 42 27 31 42 81 55
BENEFITS PROCESSING by QUARTER MONTHLY UTILIZATION -FY 14
500 [ 457 200
375 7
288 272 150
250 oz 134
100
86 1US
alssBlosBEanlels
0 50
I NSNS RN S LS I SIS SN N N :x“‘
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Assessment:

April 2014
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Benefits

CUSTOMER SATISFACTION SURVEY
BENEFIT COUNSELING SURVEY - FY 14

2nd Quarter - FY 14
Benefit Counseling Customer Satification Survey Responses

140 -

120 +—-

100
80

60

40

20

L _—

Strongly Agree Agree Disagree Strongly Disagree

mTimely Service Provided DKnowledgeable NSSC Personnel

mProblem Resolved OSatisfied w/Overall Service

CUMULATIVE - FY 14
Benefit Counseling Customer Satisfaction Survey Responses

350

300
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150
100

50

Il

—~—_

Strongly Agree Agree Disagree Strongly Disagree

BTimely Service Provided OKnowledgeable NSSC Personnel

DOSatisfied w/Overall Service

mProblem Resolved

d d 4
Quarte a actio 98.41% 94.44%
ative Sa zlife] 98.41% 96.97%

2nd Quarter - FY 14
Benefit Counseling Customer Survey Responses

Satisfied w/Overall Service

Problem Resolved

Knowledgeable NSSC Personnel

Timely Service Provided

- -~ Y

BStrongly Agree OAgree EDisagree mStrongly Disagree

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Cumulative FY-14 Benefit Counseling Customer Survey

Satisfied w/Overall Service

Problem Resolved

Knowledgeable NSSC Personnel

Timely Service Provided

< I ] 3 N =,

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B Strongly Agree OAgree @EDisagree BStrongly Disagreel

Assessment: 91.67% of the randomly selected customers responded that Timely Service was provided; 97.22% of the randomly selected customers thought the NSSC
Personnel were Knowledgable; 97.22% of randomly selected customers thought that their problem was resolved to their satisfaction; 94.44% of the randomly selected

customers were satisfied with the overall service of the NSSC.

April 2014
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Processing:

and VLTP

HR Miscellaneous - ASL - LD, New Hires, Gov't Deposits - FY 14

Service Level Indicator: Not Applicable - Info Only

NEW HIRES - April 2014
Performance by Center

New Hires 24

33

Adv Sick Leave 18 22 29 35 16 18 20
Vol Leave Trans Prog 16 19 22 14 13 14 17
X ADVANCE SICK LEAVE - April 2014
Voluntary Leave Transfer Program- April 2014 Performance by Center
Performance by Center
8
8
6 6
4 4
2 2
o] - o g
< < < < O (<] (<] < < (<] (]
<& N L < D o = Nl 3 = = (<) < < () o < < (9] &) <) <
\a < © < > s Vg » £ @ & & & & A $ © K& P P
v © Vv ~ <~
Assessment:
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untary Leave Bank Program

HR VOLUNTARY LEAVE BANK PROGRAM - FY14

Service Level Indicator:

Not Applicable - Info Only

VOLUNTARY LEAVE BANK PROGRAM
MEMBERSHIPS- April 2014
Performance by Center

VOLUNTARY LEAVE BANK PROGRAM
RECIPIENTS April 2014
Performance by Center

Cumulative

Memberships 682
Recipients 0 (6] (6] 1 1 12 21
Donations 0.00 0.00 3,687.25 [10,209.25|10,213.25(10,224.50(10,224.50
Employees Donating (6] (6] 104 307 308 310 310
VOLUNTARY LEAVE BANK PROGRAM VOLUNTARY LEAVE BANK PROGRAM
DONATIONS - April 2014 EMPLOYEES DONATING- April 2014
Performance by Center Performance by Center
15
>
10
5 7
o o -
O < < < O < o < < < < (<) @) < < o < < < ) < <
> &
¥ S T E S s SRR S T P
Assessment:
April 2014
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sonnel Action Processing

PERSONNEL ACTION PROCESSING - FY 14

Service Level Indicator:
established by Personnel Bulletin 2006-41 - Cla.

97% of personnel transactions that are received at the NSSC by the established deadline are processed by the cutoff date

April 2014
Performance by Center Against SLI

100% —
I L. |

60%

117 171

40%

20%

0%

100%

80%

60%
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20%

0%

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

15 1 12 39 13 2 44 17 51 18

SLI
97%

O QO O WO O O L O O S
<5 < g E LS
s o & o R SRR
= Met ONot Met

standard I ocT NOV DEC JAN MAR APR

Timeliness 63.73% | 100.00% | 100.00% | 100.00% 91.99%| 100.00% 99.85%
SLI Utilization 488 398 492 491 462 739 684
Monthly Utilization 2,120 1,832 1,618 2,314 1,751 1,954 3,201
Cumulative Utilization 2,120 3,952 5,570 7,884 9,635 11,589 14,790

PROCESSED WITHIN PAY PERIOD RECEIVED
April 2014 - FY 14

100%

80%
60%
40%
20%

0%

B Received On Time B Received Late

100%

80%

60%

40%

20%

0%

CUMULATIVE WITHIN PAY PERIOD RECEIVED

-FY 14

@ Received On Time mReceived Late

Assessment:

April 2014
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Personnel Action Processing

_—

PERSONNEL ACTION PROCESSING - FY 14

Service Level Indicator:

97% of personnel transactions are processed accurately as defined by regulations and references.

Processed Accurately/Inaccurately
April 2014- FY 14

80%
60%
40%
20%

0%

80%

60%

40%

20%

0%

Cumulative Processed Accurately /Inaccurately - FY 14
10 8 1 12 10 8 10

SLI
2 97%

mAccurate Olnaccurate

97%

Standard

Accuracy 99.48%

99.58% 99.40% 99.69%

99.38%

98.88%

99.69%

% Late Actions & Retros 29.6% 24.9% 26.3% 23.2% 32.9% 16.2% 23.3%
TE ACTIONS RETROS PROCESSED TIMELY - FY 14
Late Actions and Retros Processed Timely Cumulative Late Actions and Retros Processed Timely FY 14
April 2014 FY 14
- 900 [~
200
675
150
450
100
225 |~
) o
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® | ate Action - Other
= |_ate Action - Other B Retro Actions ORetro Actions
BCenter Late Actions (Incomplete Packages) BCenter Late Actions :222:2: tgtg ﬁg::g:z (incomplete Packages)
Assessment:
April 2014 Page 33




N— - -l.l..'. D

~ eOPF Maintenance — 15 Day

15 Day eOPF MAINTENANCE - FY 14

Service Level Indicator:
NSSC.

90% of documents will be filed in the employee’'s eOPF within 15 days of receipt at the NSSC or after being processed by the

April 2014
eOPF MAINTENANCE - Performance by Center Against SLI

100%

90%

80%

70%

60%

50%

Standard

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI
25

P 53 20 68 15 31 60 48 14 sui
100% [~ 90%

20% [

80% . = )

70% P = 3 = S =

60%

50% -

vg.o v{(Q_c; (;}o p %Qo & 50_,0 +%o g 'Zg_o o éo ero%o %,oo

| B< =15 Days

O> 15 Days |

DEC JAN FEB MAR APR
64.62%| 100.00%| 100.00%| 100.00%| 100.00%| 100.00%| 100.00%
Cumulative NSR YTD 454 1,460 1,897 2,776 3,467 3,994 4,647
Documents YTD 1,040 3,107 3,886 5,697 7,485 8,652 10,236
PagesYTD 1,876 5,680 6,947 10,915 15,939 18,872 23,048
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
10.00
%2 2,500 -
7.50 2,000
\ 1,500
5.00
\ 1,000
2.50 3.6
\\‘_‘\’/. 500
2.0 17 17  »5 1o
0.00 (0]
A KN O > 2 < - QY S - (<
F S F Yy LK F Sy &L
Assessment:
April 2014
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'eOPF Maintenance — 25 Day

25 Day eOPF MAINTENANCE - FY 14

Service Level Indicator:

90% of OPFs will be purged, validated and indexed in eOPF within 25 business days of receipt.

April 2014

eOPF MAINTENANCE - Performance by Center Against SLI

SLI

100%

80%

60%

40%

20%

0%

90%

B< = 25 Days

O>25Days |

Standard

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

100%

90%

80%

70%

60%

50%

JUN

90% 100.00%| 100.00%| 100.00%| 100.00%| 100.00%]| 100.00%]| 100.00%
Cumulative NSR YTD 13 42 58 72 88 104 111
Documents YTD 788 3,027 4,086 5,239 6,569 7,930 8,342
Pages YTD 1,236 4,870 6,474 8,299 10,138 12,060 12,776
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
8.00
6.00
4.6 f 4.9
4.00
/ 3.1 /
2.00 3.0 {1
1.4 1.0
0.00
A A ) <* - A > » (<]
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Assessment:
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inancial Disclosure Processing

_—

EINANCIAL DISCLOSURE PROCESSING - FY14

Financial Disclosure Processing by Center
April 2014 CUMULATIVE -FY 14
Financial Disclosure Processing by Center Financial Disclosure Processing by Center - Cumulative
1,600 ~
20
17
1247
15 1,200
10 800
5 400
0
[0}
< < < < (g O (< <O < < < < <
?‘Q- v{g— & Oé > éé > ° & \33' &é eéo &
BOGE450 Forms OOGE450A Forms

OGE 450 -APR
OGE450A - APR
OGE278 - APR
OGE278T - APR

Cumulative YTD 112

CUMULATIVE - FY 14
Financial Disclosure Processing by Center - Cumulative

April 2014
Financial Disclosure Processing by Center

80

30 31

RS ?g?\o S N N S A \\‘\eﬁc’ $6%9 esC

BOGE 278 Form mOGE 278T Form mOGE 278 Form = OGE 278T Form

|Assessment:
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e TraininQCourse Development

. April 2014 CUMULATIVE - FY 14
Online Course Management - Hours by Center Online Course Management - Hours by Center
255.5
62 P
P 191.8
155.0
. 355 ’
31 116.0 104.0 91.0
18 - 72.0
8 19.0
5.5 > 3 5.0 6.0 2.0
mOnline Course Hours BOnline Course Hours

Total Online Course Mgmt Hours - Monthly

YTD- Online Course Mgmt Hours
Online Course Mgmt Projects - Monthly

YTD-Online Course Mgmt Projects

Monthly Online Course Ho April 0.0 . . . 31.0 . . 0.0 18.0
YTD-Online Course Mgmt Hours 0.0 . . 191.8 104.0 19.0 6.0 91.0

MONTHLY PROJECTS - FY 14 Online Course Management - Hours by Month - FY 14

20 21 19

th
IS

12

B Total Projects B Online Course Hours
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REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING - FY 14

Service Level Indicator: 90% of on-site training actions ($3,001-$25,000) are awarded within 10 business days of receipt of a complete purchase

request package.

_On-Site Training Purchases
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April 2014
Performance by Center Against SLI
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90%
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CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

SLI
90%

Standard

90%

100.00%| 100.00%| 100.00%| 100.00%

100.00%

100.00%

100.00%

Cunmulative YTD 1 15 44 59 80 119 152
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
8.00
7.0 50
\ 5.9 6.1 39
6.00 . - a0 ¥
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Assessment:
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ién;Site Training Purchases

REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING - FY 14

90% of on-site training actions (greater than $25,000) are awarded within 30 business days of receipt of a complete purchase

Service Level Indicator:
request package.

April 2014
Performance by Center Against SLI

SLI
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CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

SLI

90%

B < = 30 Days

O> 30 Days |

Standard

90% 100.00%| 100.00%| 100.00%

100.00%

100.00%

100.00%

100.00%

Cumulative YTD 2 9 10 15 26 42 57
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
10.00
20
8.00
6.0
6.00 »
5.0 5.0
4.00 4¢ON 4.5
3.6
2.00
1.7
0.00
< N\ O ~ - =\ s 2 & Q
FFF ¥ EF N Yy
Assessment:
April 2014

Page 39



ants & Cooperative Agreements

— rocurec C B

GRANTS & COOPERATIVE AGREEMENTS - FY 14

Service Level Indicator: 90% of Award packages prepared within 29 calendar days of receipt of the completed requirements package with none to
exceed 60 days.

April 2014 CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI Performance by Center Against SLI SLI
SLI

P 90% 100%

100%

80% 80%

60% 60%
00
40% 40%

20% 20%

0% f’ 0%
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v K &K B ¥ PSS e o
| m<=20pays 0>29Days | [ m<=29Days ©>29Days |

Standard

100.00%| 100.00%| 100.00%]| 100.00%| 100.00%| 100.00%| 100.00%

90%
Cumulative YTD 1 41 129 217 303 410 556
AVERAGE PROCESSING TIME - FY 14 MONTHLY UTILIZATION - FY 14
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Assessment:
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Grants Supplements

—
GRANTS SUPPLEMENTS - FY 14

Service Level Indicator:

90% of award packages prepared within 14 calendar days of

receipt of funding and/or other required data.

SLI
90%

April 2014

Performance by Center Against SLI
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CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI

Standard OCT NOV DEC JAN MAR APR
95.14%| 100.00%)| 100.00%| 100.00%| 100.00%| 100.00%| 100.00%
Funding YTD 36 369 669 961 1,271 1,658 1,081
P ai®] 108 359 538 723 1,032 1,238 1,432
Cumulative YTD 144 728 1,207 1,684 2,303 2,896 3,413
SUSEE:Eoné;}TS CUMULATIVE SUPPLEMENTS - FY 14
100% 100%
80% 80%
60% 60%
40% 40%
20% 20%
0% " 0% —_— e = = =
<& & & < & SR o @J‘o & & ST 2
[ mFunding OAdministrative | [ = Funding o Administrative |

Assessment:
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SBIR / STTR — PHASE |

SBIR/ STTR - Phase 1 - FY 14

Service Level Indicator: Complete 95% of qualified SBIR/STTR Phase | awards within the Program Office prescribed deadline.
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Assessment:

April 2014
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SBIR/ STTR - PHASE Il - FY 14

Service Level Indicator

~SBIR / STTR — PHASE 1l

Complete 90% of qualified SBIR/STTR Phase Il awards within the Program Office prescribed deadline.

April 2014

Performance by Center Against SLI

100%

80%

60%

40%

20%

SLI
90%

0%

Standard

100%

80%

60%

40%

20%

0%

CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI
1 1 2

SLI
90%

Monthly Metric 90% 100.00%
Phase Il % Complete 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 100.00%
Phase Il Cumulative YTD 0 (6] (6] (6] 0 (0] 85
Phase lll [0} [0} 0 0 1 2 2
Phase lll Cumulative YTD 0 0 0 0 1 3 5
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Unilateral SBIR / STTR Funding Modifications - FY 14

Service Level Indicator:

Unilateral SBIR/STTR Funding Modifications - 90% of modification actions occur within 14 calendar days of receipt of funding

document.
April 2014 CUMULATIVE PERFORMANCE - FY 14
Performance by Center Against SLI Performance by Center Against SLI
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Bilateral SBIR / STTR Funding Modifications - FY 14

Service Level Indicator:

Bilateral SBIR/STTR Funding Modifications - 90% of modification actions occur within 21 calendar days of receipt of funding document.

90%

April 2014
Funding Mods -Utilization by Center Against SLI
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Custome

CALL RESPONSE RATE and CALL ABANDONMENT RATE - FY 14

Service Level Indicator:

exceed 7%.

80% of Customer Calls are answered within 60 Seconds during NSSC business hours and Call Abandonment rate does not

100%

80%

60%

40%

20%

0%

April 2014
Performance Against SLI

123

SLI
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100%
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CUMULATIVE PERFORMANCE - FY 14
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Stan

dard
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N A LU

" Initial Call Resolution

INITIAL CALL RESOLUTION - FY 14

Service Level Indicator:

85% of Routine Customer Inquiries are resolved on initial call during NSSC Business Hours.

April 2014
Performance by Center Against SLI
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Customer Inquiries Resolved by Category
for April, 2014 (4,929 )

IT, 55, 1%

Other. 218, 4% ESD Transfer, 333, 7%
, 218, 4%

PR, 393, 8%

HR, 2,440, 50%

FM, 1,490, 30%

Customer Inquiries Resolved for April, 2014
Human Resources (2,440)

COMPETENCY MGMT SYSTEM, 0,

BENEFITS PROCESSING, 9, 0%

DRUG TESTING, 65, 3%
EMPLOYEE NOTICES, 0, 0%

NFO MATERIALS, 0, 0%

AWARD PROCESSING, 16, 1%

EOPF MAINTENANCE, 158, 6%
ETHICS PROGRAM TRACKING
SYSTEM (EPTS), 5, 0%
FINANCIAL DISCLOSURE, 89, 4%

GENERAL EMPLOYMENT
INQUIRIES, 90, 4%

BENEFITS COUNSELING, 246,

10%

TRAINING PURCHASES, 68, 3%

SURVEYS/SPECIAL STUDIES, 4,
0%

NASA AUTOMATED AWARDS

NO PROD CAT 2, 8, 0% SYSTEM (NAAS), 0, 0%

HUMAN RESOURCES

MESSAGING SYSTEM (HRMES),

3, 0%

NASA EMPLOYEE PROFILE

SYSTEM (NEPS), 1, 0%
HUMAN RESOURCES

INFORMATION SYSTEMS (HRIS),

SKILLSOFT, 13, 1%
SES CASE DOC, 0, 0%

, 0%
NASA ORGANIZATIONAL
PROFILE SYSTEM (NOPS), 5, 0%
NEW HIRE IN-PROCESSING, 176,

SATERN SYSTEM ADMIN, 1199,

ORGPUBLISHER, 0, 0%

PERSONNEL ACTION

SATERN ONLINE CONTENT, 26,
% PROCESSING, 55, 2%

RETIREMENT SERVICES, 195, 8%

Customer Inquiries Resolved for April, 2014
Financial Managment (1,490)
NASA CONFERENCE

TRACKING AND
REPORTING, 29, 2%

PAYROLL TIME &

LEAVE PROGRAMS, 28,
ATTENDANCE, 163, 11%

2%

INTERNAL CONTROLS,

0, 0% 0

_NOPRODCAT 2,18, 1%

GRANTS, 58, 4%

FUND BALANCE WITH

TREASURY (FBWT), 1,
0%

FOREIGN TRAVEL, 9, 1%

FEDTRAVELER, 28, 2% ACCOUNTS ACCOUNTS PAYABLE,
RECEIVABLE, 217, 14% 819, 55%

DOMESTIC TRAVEL, 73,
5%

CHANGE OF STATION,
47, 3%

Customer Inquiries Resolved by Category
Cumulative FY 14 (32,648)

ESD Transfer, 3,059, 9%

IT, 528, 2%
Other, 1,040, 3%

PR, 1,995, 6%

HR, 16,465, 51%
FM, 9,561, 29%

April 2014
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Resolved CUSTOMER INQUIRIES - FY 14

Customer Inquiries Resolved by Center

April 2014
Customer Inquiries by Center
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Customer Contact Center

Resolved Customer Inquiries (Resolution by Days)

Service Level Indicator:
Customer Inquiries (Resolution by Days)

April 2014 Total

7.91%

<3 Days, 166,

3.37%
>5 Days, 64, <4 Davs. 76 0
1.30% <5 Days, 31, ys, 16,
0.63% 1.54%

<2 Days, 390,

Cumulative FY 14 - Customer Inquiries - Resolved -

<2 Days, 2,462,
7.54%

<3 Days, 1,046,
3.20%
>5 D